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QWEST/ESCHELON Appendix A(6)
IMPLEMENTATION PLAN

1. IMPLEMENTATION PLAN OVERVIEW AND OBJECTIVES

1.1. Eschelon Telecom. Inc.. and its subsidiaries. ("Eschelon™) and Qwest
Corporation ("Qwest”) (collectively, the -Parties’) have agreaed 10 develep an
Implementation Plan (‘Implementation Plan”) to document and establish processes and
procedures to mutually improve Qwest's and Eschelen's business relations.

1.2. The objective of the Implementation Plan is to give structure as to haw
Qwest and Eschelon will work as business parners 1o amive at mutually satisfying
business solutions and settlements. - o

Cal

2. RESOLUTION OF BUSINESS ISSUES

2.1. Qwsast has esmablished 2 sa2rvice account t2am for Eschelon.” Other
organizations within Qwest also interact directly with Eschelon personnel. Each
functional arza has specific functional support responsibilities. (See, for example,
Attachment 1). :

2.1.1. The Qwest Service Management team will hold weekly mestings
with Eschelon to identify and resolve service-rslated issues.

As desired, the Qwest Service Management tesam will continue 1o
facilitate other meetings with subject maner experts within Qwest to
addrass Eschelon's sarvica-related issues.

2.1.3 Qwest will provide Eschelon poficy and process change information
slectronically througn the use of a cenmally mainiained darabase.
Detailed Eschelon-specific information will b2 provided to Eschelon
through the Service Management Account Team.

2.2. Qwest has provided Eschelon with an escalation chart and process ©
follow (Atachment 2) in identifying the names and telephone numbers of the persons at
Qwest (or their successars) that Eschelon may contact to escalate service-related
issues. Qwest and Eschelon may agree to revise the escalation chart and process from
time to time, provided the leve| of support o Eschelon is not decreased.

Q110339
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2.3. Each guarer until December 31, 2005, cr as otherwise agreed oy the

Paries, Dana Filip and/or her designes or successor and Rick Smith and/or his

. designee or successor agree W0 meet together (via telepnone, live conferance or
otherwise) 10 review the status of Eschalon's sarvice-related ISsues.

2.5 The Parties agree 10 attend and panicipaie in quanerdy executive
meetings. The purpose of these mastings will be 1o aadress, discuss, and a‘tempt o
resolve unresclved business issues, anticipated business issues, and issues relatad to
the Parties’ interconnection agreements, Implementation Plan, and other agreements.
Tne meetings will be anenaed Dy executives from bath companies at the vice-presiaent
level or above. The parties may agres to mest less frequently.

3. TREATMENT OF LOCAL USAGE ASSOCIATED WITH UNE-P SWITCHING
FOR ESCHELON'S TOLL TRAFFIC.

3.1 The Parties have agrsed that Qwest will calculate local usage charges
associated with Unbundled Nework Element Platform ("UNE-P") switching on
Eschelon's interLATA and intralLATA toll traffic, and Eschelon will pay undisputad
amounts within 30 days from Eschelon's receipt of the monthly invoice from Qwest.
(Se2e Attachment 3.2, §ili(B) of Interconnection Agreement Amendment Terms, Nev. 15,
2000). Qwest will calculate local usage charges in accordance with the pm€°dur°s s=t
forth on Attzchment 3 10 tis Implemeantation Plan.

4. SERVICE MANAGEMENT AND METRICS

Eschelon has alleged that Qwest has failed at times to prompty prbvide services.
In crder to ascertain Qwest's service levels, the parties have agr=esd to the following:

4.1. Qwest and Eschelon will track and report performance maasuraments
designed to monitor Qwest's levels of sarvice.

4.2 Representatives from Qwsst and Eschelon will hold monthly warking

meetings to review and discuss the measurements. Quarnery sxacutive jevel meetings

- will alsc be neid 10 review results, performance wends, ana st service Improvement
priorities.

4.3 A jointly developed action plan will be created, implemented and reviewed
at the monthly meetings to facilitate the service excellence expectad by both Parties.

3. COORDINATION REGARDING COMMON ISSUES o
5.1 Appropriate represantatives of Eschelon and Qwast will mest and confer
as needed to communicate and to minimize conflicts which arise between the Parties.

Further, the Parties will work with each other as issues of dispute and canflict arise and
will seek in good faith to obtain resclution of those issues.
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6. INTRALATA TOLL

8.1 £schelon and Qwest agres 10 negotigie in gooa faith to obtain an
agreement, by September 1, 2001, regarding terms and conditions relatmg 10 Qwests
end-user customers who choose Qwest as their rar.all intraLATA toll carrier.

7. MODIFICATION AND TERM OF IMPLEMENTATION PLAN

7.1 This Implementation Plan is subject 1o modification as muwally agreed
upon, in writing, by the Parties whoesa signatures are xncluded on this agreement or thair
designated representatives.

7.2  This Plan becomes effective and will remain in effect until December 31,
2005, uniess otherwise mutually terminated or extended by the Pariies in writing.

3. COORDINATION FOR CONVERSIONS

Qwest has undertaken ceriain enhancements 1o the UNE-P and is in the process
of implementing such enhancements. Qwest agrees o take commercially reasonabls
effortrs 1o ensurs that service provided to Eschelon's end-user custwomers is not
adversely affected during the conversion to UNE-P. Qwest will provid€_nctice to
Eschelon before changes relating to the conversion are made, plan the conversion
jointty with Eschelon, ana use a phased approach 1o converting customers ovartme on
an agreed upon schedule.

QWEST/ESCHELON IMPLEMENTATION PLAN TERMS ACCEPTED BY:

Eschelon Telecom, Inc. Qwest Corporation

uooh/ MY‘/M/

ngnaturi/

_Richerd A Smith __JsLlLi___L___ﬂ U 44,,,,#
Name Printed/Typed Name Printed/Typed

Yout and (OB SUFP 1D bt /ﬁ/é
Title Title
duly 31, 2001 July 31, 2001
Date : o Dats
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ATTACEMENT 1

Business Issue Resolution Categories

-

Scrvice Center

Service Management

Q w e'§.£' dene . ;,;

Sales

Pre-order snquiry

Order sTatus .

CriTical daTe managemenT
Order expedites [less Than
sTancard inTerval requesTs)
Tier 1 ana 2 arder sscalaT:on
Delayed erder management
CNR [cusTomer-noT-ready]
rovificarion and management
Order wriTing process

Order flow precess

Cenver opergtional issues [e.,
leck of response. service order
gualiTy end Timeliness issues)
SysTem avasigbihity

o e e em me G e an we e e e s e e e o
- . %o ot e T e b e - as e = e - -

PreacTive mancgement of
service

Tier 3 ang 4 order escalcTien
[r1e.. failure of ¢enter 10
cccelercte cmTizal detes To
sanisfection of cusTomer)
Intesrfcee on mojor ou‘rages [ie..
swrteh faﬂur:s narurs!
disasters] -

Service 9=rforman:= reporTing
AcTion planning with appropricTe
inTernal arganiZaTions on service
pertormance difforences

Lead meeTings on resciving
prioriTy Service and business
issues [PS

DozumenT progress cf PSBI
Team and escalaTe iTtucs e

. necessary
SaTher Trends in serwvice quality
ana Tsmeliness ana conducT pesT
merTems/rooT canse un:lys:s
Manage mtcrcernct‘r-on

ArSwer product. queST:gg_s' gnd
1‘::.!.1'::1’: meddficarien A FequesTs
Se.rvc gy cmmx- l.cason wiTh
Proge::? manag:men‘r *Sdles,
Service Cenvrer fanda all ether
inTesnal srgdnizations

e ey e G B e G e e Gd e e N it e v e o e o " W e S v e . a e e b e e . =

. AcSOuUNnT £TaTus and growTh
SpPROTTUNITiES  °

4 New product m*rr-oduc?mn anc
wEa :

. Leaa mec‘rm;s en c:.oun? sTaY
and growth

+»  Funding ang casting mqmry

"

The cenTer STTucTUrE 1S @S Tollows:
Servics Dairvery CoordinaTors
CusTamer Service Managers

Sp Custamer Service Manoger

Sr Diresrer

Vice Prescdent

Perfarmance reiaTed 123ues rﬁgal'd(ng
THE rETPembil Ting within The Sarvice
Center should be handled by The
appruepmare leve! in This Frructurs.

Recsived  0B-27-2001 12:15

The Service Mgen\crﬂ’ FTrICTLre 5
as fallows:
. Service
. SrService | cr
Direcror '« CusTomer Sernce
Sr Dirgctar - CusTomer
Service
Vece PresidereT
Sr Viee Presnident
Performance reiared izsues n:garuxng

The responsibilithies wrthin Serviee
shauld be handied by fh;

] eppropriate Icvcl In 'mis sm:‘rum

From=3032858873
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The Salaz Manegeoment t'rn.u'.‘rul'- s o8
follows:
Sajex Diresvor
Regoonal Sales DirceTer
Regiars! VP Sales
Sr VP Sales

Performancs relevred jasuse r.’t'llp’ ;
The responsidilries wivhin Sales . |
Manogement should be handled by ‘rh&
approprarte leve! in This sTrucnses :

Q110342

Page 020




Attachmsnt

=3
2£8
= on
0T o
=)

Proj Mgrs
Proj Coordinators
Colocation Mgr
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Attachment 2

Eschelon

Escalation Tier Contact Information

Recsivad

Tier Contacts | Functions
] ~ Des Mcines Service Center
8] N/A
1 Private Line ¢ Handle Customer Calis
BO0-248-1271 » ASR Order Status
» Queries on Compietion Dates
LIS s+ Questions on Due Dates
800-537-0002 » FOC questmnisesends of FOC's
, e Assisting with ASR prep
Delayed Orders . AnswergQuest:ons on
. 800-340-8829 'Rejects/Delay=d Orders.
e Manage Critical Dates, Due Datz
Changes, VP Expedites, Out of
Service Conditions, Feature
Discrapancies, Delays at Test and
Tum up and Gen~ral De[ay-d Order
Questions
» Timely Customer updates meet call
' back commitments
2 All Products « Respond to missed ccmmxtments
515-2864087 from TIER 1
e Assist TIER 1 with unrasolvea
Duty Pager Customer issues
800-759-8888 » Resolve issues with other
Pin 828-3082 departments
. : o Document details in appropriate
Duty pager is covered darabases
during and after center + Timely Customer updates, mest call
hours back commitments
s [f further escalaton is necessary, a
commitment is made for a call back
from next leve]
3 Service Managsr « Receive escalations on a variety of
' service order related issues from
Pat Levene - Service Delivery Coordinators (SDC)
612-863-8285 and/or directly from the customer
: « Respond to missed commitments of
8 Q110344
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calls for assistancs from TISR 2

« Evaluate and Manage special
circumstances requiring VP
expedites

« Resolve issues with other
depariments :

» Timely Customer upcates, mest call
back commitments

« Document details in the zppropriaie
databases

e [f further escalation is necessary, a
commitment is made for a call back
from next level

j
i
|
{
i
i
i
!

N

Senior Service Manager
Steve Sheahan
612-663-7527

Director
Joan Masztzaler
303-896-8331

(0]

Sr Director
Tani Dubugus
§12-288-3831

Vice President
Christie Doherty
303-896-0848

Tier4, 5, 8,7 would become involvad in a

servica order escalation:

= Major network outage

+ After normal process of tiered
escalations failed 1o rasolve the issue
to the customer's satisfaction

it is the role and rasponsi_gi’l'ﬁy of each
level to suppor the decision of the
previous level unless ancther altemative
that has not been investigateg presents

itself. If the rasolution of the issue is not

possible or implementation of the order
can not be accelerated for whatever
reason, a clear and compiate
explanation of the circumstances is
nescessary so that the customer can
r2speno 10 the end user with authority.

-
=EC-
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FOC questions/Resends of FOC's
Assisting with LSR prep

Answer Questions on
Rejects/Delayed Orders.

s Manage Critical Dates #Due Date
Changes, VP Expedites, Out of
Service Conditions, Feature.
Discrepancies, Delays at Test and
Turn up and General Delayed Order

> Attachment 2
Qwesp—S=- | '
‘ . Esehslon’
Escalation Tier Contact infermation
Tier Contacts | Functions
. Minneapolis Service Center
0 N/A ‘ :
1 Centrex : + Handle Customer Calls
* 800-2738-8806 « LSR Ordar Status _
: e Queries on Compleﬁon Dates
Complex Resale » Questions on Dus Dates
800-636-8746 . '
*
®

Delayed Orders
888-796-3087

Questions
) Txmely Customer updates, mest call
A back comrmitments .
2 All Products » Respond 1o missed commitments
B00-366-8974 from TI::R 1
Duty Pager ' « Assist TIER 1 with unresolved
§12-622-3824 Customer issues
« Resolve issues with other
Delayad Orders . departments
303-787-6503 » - Document details in appropriate
Duty Pager databases
§00-946-4546 ¢ Timely Customer updates; meet call
Pin 141-4422 back commitments

« [ffurther escalation s necessery, 2

| Duty pager is covered commitment is made for 2 call back

during and after center ‘ from next level
hours
3 Service Manager |« Receive escalations on a variety of

sarvice order related issues from

Racslved  08-27-2001 12:1§ Free-3032955873 Te-US WEST . Page 024
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Pat Levene B Service Delivery Coordinaters (SDC)

612-683-68285 and/or directly from the cusiomer

» Respond to missed commitments cr
calls for assistance from TIER 2

+ Evaluate and Manage special
circumstances requirng VP
expedites

+ Resolve issues with other
depanments

e Timsly Customer updates, mest call
back commitmnents .

« Document details in the appropriate
databases

» [f furtner escalation is necessary, a
commitmsnt is made for a call back

from next level
4 Senior Service Manager Tier 4, 5, 6,7 would become invoived in a
Steve Sheahan o service order escalation:
612-683-7327
» Mzjor network outage
 After normal process of tigred
5 Director - esczlations failed to resoivé the issue
Joan Masztaler to the customer's satisfaction?_
303-886-8331 ‘ -
It is the rcle and responsibiiity of each
& Sr Director level 10 support the decision of the
Toni Dubuque ' previous level unless another altemative
612-288-3831 that has not been investigated presents
itseff. If the resolution of the issue is not
, possible or implementation of the order
7 Vice President can not be accalerated for whatever
Christie Doherty reason, a clear and complete
303-896-0848 explanation of the circumstances is
necessary so that the customer can
respond to the end user with authonty.

‘M-ﬂ
| Q110347
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Attachme‘nt 2

gscasived

QwesTt
Eschelon
Escalation Tier Contact Information
Tier Contacts | Functions
Denver Service Center
0 Call Center e Handle Customer Calis
| 888-796-9087 » LSR/Order Status
« Queries en'Completen Dates
e FOC guestions/Resends of FOC's
s Asgisting with LSR prep
s Answer questions on
Rejects/Delayed orders '
 Document details in appropriate
databases
1 Wam transfer from the.call | ¢ Receive warm wransfer from Call
canier as appropriate Center using ticketing process
e Resocive missed FOC intefvals
e Manags Critical Dates, Jpue Date
Changes, VP Expedite’s, *Out of
Service Conditions, Feature.
Discrepancies, Delays at Test and
Tum up and General Delayed Order
Questions
« Timely Customer updstes, meet call
back commitments
* Resoive issues with other
departments »
o Document details in appropriata
databases :
2 Duty Pager » Respond to missed commitments
303-201-48389 from TIER 1
[during Center hours] » Assist TIER 1 with unresolved
800-423-3641 Customer issues
[after Center hours] = Resolve issues with other
. departments ,
Delayed Orders « Document dewils in appropriate
303-787-8503 . aatapases
Duty Pager e Timely Customer updates, mest call
800-846-4645 back commitments
Pin 141-4422 - If further escalation is necessary, a
. commitment is made for a call back
Duty pager is covered from next level
during and after Center
Q110348
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(3]

| hours

Service Manager

Pat Lavene
612-883-6283

» Recsive escaiations on a variely of
service order related issues from
Service Delivery Coordinators (SOC)
and/cr directly from the customer

s Respond to missed commitments or
calls for assistance from TIER 2

s Evaluate and Manage special
circumstances reguiring VP
expeditas

* Resolve issues with other
departments

» Timely Customer updates, meel call
back commitments

» Document details in the appropriate

- databases

« [f further escalation is necessary, a
commitment is made for a call back
from next level :

(8]}

Senior Service Manager
Steve Sheahan
812-612-683-7527

Director
Joan Maszialer
303-886-8331

Sr Director
Toni Dubugue
£12-288-3831

Vvice President
Christie Doherty
303-886-0848

Tier 4, 5, 6,7 would become involved in a

service order escalation: < . '

= Major network outage :

s Afier normal process of tiersgd
escalations failed to rasolve ths jssue
to the customer’s satsfaction

It is the role and responsibility of each
level to suppors the decision of the
pravious leve| unless anaother altamative
that has not besn investigated presents
itself. If the resolution of the issue is not
possible or implementation of the order
can not be accelerated for whatever
reason, a clear and compiete
explanation of the circumstances is
necessary so that the customer can

i

gived
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respond 1o the end usar with authority.
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Cmana Service Center

New Coordinated Install Group 800 486-3286

Exsisting Hot Cut Group 800 6387-0772

IPG (Integrated Pair Gain) Group 888 286-1688

Warranty Group (Technician Test=rs) 888 304-5777 .

Toll Free Fax . 888 307-3888

Emergency QCCC Pager 888 27440863

Team Leader Dana Frenking 402 £31-6026 Pager 888 827-2717
Director James Mackie 402 $31-55600 Pager 888 243-2908
VP Scou Simanson 303 703-2100 Pager 877 61:;-5044

ACCOUNT MAlNT‘NANCE SUPPORT CENT:R (AMSC) Call Centar
CREATE/STATUS/ESCALATIONS LIST .- ...5-3D% e . ..

Nos-Design Designed
Services Services 1010 1o Provide

Type of | Type of Setvice:

Service HI-CAP .
CNTX, LNP {DS1,D083) bSO
; ’ Tyoe 2 Trunking C
1 Qwest AMSC 80C-223-7881 | 800-223-7881 Nen Design =~ =
Inttial Troubie Telephone Number :

Report <
Designed Services
Circuit {D,CLLI Coge,
: 2/6 code or Trunk Group
Status 800-223-7881 | 800-223-7881_ | Non Design

: Telephone Numbper

Designed Services

Qwest Ticket Number
Escalations 800-223-7881 800-223-7831 . Non Design
Note: The Telephone Number
. approprigte : Designed Services

Escalation Qwest Ticket Number

Manager's Name
& Number will be

© provided

after the Designed

Tes?
Cemer Is c:m:aczed

ey gl
’ -
= Q110350
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< AMSC Call 800-223-7881 800-223-7881 Non Desian
Center On-Call Telzphicns Number
Duty Manager Designed Services
{On-Call duty Qwess Ticket Nurmper
7x24 rotstos,
piease call
cantar to have
approgriate
Manager
contacted.)
5 AMSC Team Nina Gable Nina Gabie Non Design
Leader 718-444-3900 | 719-4<£4-8500 Telephone Numbper
Designed Services
: Qwest Tickat Number
6 | AMSC Drrector Sheila - Sheila Nen Design
' Thompson Thompsan Telsphone Number
208-385-8783 | 208-385-8733 Designed Services.
Qwest T:ck.st Number
7 | AMSC VP Manager Rop Williams Roo Williams Non Design
303-308-7380C | 303-308-7380 eiepnone Number
Designed Services
Qwest Tickat Number
911 Trunks 800-357-0311 811 Trunks Creun D or 28 dea
Resold 1FR & 800-405-0083 1FR & 1F3 Telephone Number .
1F8 - POTS T-
Trade Secret Data Ends]
WAL
S Q110351
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ATTACHMENT 3

Qwest will calculate jocal usage charges associated with UNE-P switching en
Eschelon’s interLATA and intral ATA 1wl traffic as follows:

1. Qwest will utilize the Originating and Terminating long distance
minutes of use on Eschelon's UNE-P lines monthly 2s reportad in the
switched access minutes of use provided to Eschelon by Qwest Qwest
will identfy the usage by siate, so apprcpnate ‘state rates can be applied
10 each minuts of usage

2. Qwest s invoice will show the rates used 10 calcujate the usage
charges. The rate elements applicable to this traffic are local switching
("LS") and shared transport ("ST") as set forth inthe’ Interconnection:
Agreements between the Panies (not access tarIffS) Cnarges will reflect

. any rate reductions subsequently made by Qwest either voluntarily or
upon reguiatory or court arder. If there are such reductions aftar the
effective date of this Amendment. Qwest will use any such new rates in
the monthly calculation when the rates become effective.

3. Routing of traffic will determine the appropriate rates to agply 1©
each minute. Cerain assumptions will be made as 10 e percent of tatfic
originating and terminating from a tandem versus waffic routed directly to
and from end offices (2.g., Direct End Office Trunking. "DEOT). The
calculations for each revenue stream to Qwest are as follows:

a. Total Ongmatmg Local Switching R’vcnuc Is equal to
Revenue from End Office’ Routed Traffic plus Revenus” from
Tandem Routed Traffic (i + ii = Total Originating Local Switching
Revenue)

i Revenue from End Office Routed Traffic isi—

% DEOT Routed Originating Minutes of Use ("MOUs") x
Originaling MOUs X LS rate element

il. Revenue frofn Tandem. Routed Traffic is:

[(1 - % DEOT Routed Originating Traffic) x Originating
MQUs x LS rate element] + [(1 - % DEOT Routed Originating
Traffic) x Originating MOUs x ST rate eiement]

-b. Total Terminating Local Switching Revenue is equal to

Revenue from End Office Routed Traffic plus Revenue from
Tandem Routed Traffic.

Wi
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C.

i. Revenue from End Office Routed Traffic is:

% DEOT Routed Terminaﬁng MOUs x Terminating MOUs X
LS rate element

it. Revende from Tandem Routed Traffic is:

{(1 - % DEOT Routed Terminating Traffic) x Terminatng
MOUs x LS rate elemem] + [(1 - % DEOT Routed

Termmatxng Traffic) x Terminating MOUs x ST rate. Idﬁ”{éﬁ'z]

Total Local watchmg Revenue = (a) Orginating Revenue +

(b) Terminating Revenue

a.

Froe-3032853673 TeUS ¥

As refliectad In te above calculation, the LS rate is applied to all

rraffic, while the ST rates are only applied 1o traffic that is routed through
an access andem.

The fo!lowiné weighting factors for DEOT and Tandem traffic will be

used until the Parties agree to new weighting factors or actual we:ghnngs
can be cbtamed

-

Onglnating: . | ' -

i. DEOT Routed: AZ (50.5%); CO (60.0%); MN
(47.5%); OR (57.0%); UT (58.5%); WA (58.0%)

fi. Tandém Routea: AZ (41. 5%),_00 (40. D%) MN
(52.5%); OR (43.0%); UT (41.5%); WA{42.0%)

Terminating:

i. DEOT Routed: AZ (57.5%). CO (33.5%); MN
(50.0%); OR (54.0%); UT (53.5%); WA (54.5%)

ii. Tandem Routed: AZ (42.5%); CO (44.5%): MN
(50.0%); OR (46.0%); UT (48.5%); WA (45.5%) -

If actual weightings can be abtained, actual weightings will be used.

In tne event Inat usage, routing, or network configuration panems
change, the Parties agree to negotiate any material changes to the
assumptions in the abova calculation.

- LR
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